TABLE OF CONTENT

ABSTRACT .ottt bttt et eebe st et s et et s et s e erenrens i
AB ST RA CT Lt e e e e e e i
DECLARATION ..ottt sttt st sa et te et ne st nnenes iv
APPROVAL OF SUPERVISOR .....oooiiiii ettt \
DECISION TEAM ...ttt te et et e et e e e na e e ene e e nnneee e Vi
APPROVAL OF EXAMINER........cctiiiiitiiieiee et vii
APPROVAL OF DEAN. ...ttt nsaa e snaaeannnaeannnee s viii
MOTTOES.....oe oottt bbb et e e be st et e neabesrenes iX
D] =10 1 1@ I L ST X
ACKNOWLEDGEMENT ..ottt Xi
TABLE OF CONTENT ..ottt sttt Xiii
CHAPTER Lot e e e e e b e e eba e e snaeeeanaeeeas 1
INTRODUGCTION ..ottt sttt sttt abesae e se st e eneene s 1
A. Research BaCKgroUNQ...........ccoiiiiiiiiiiieieie e 1
B. ReSearch QUESTIONS ........ccoiiiiiiieiie et 6
C. ReSEArC ODJECHIVES ......c.eeiiieieciiesieee ettt sre e e nae s 6
D. Research Scopes and MItationS............cceieieiiiiieiieeee s 7
E. ReSearch Benefit ........cooiiiiiiiii e 7
CHAPTER .ottt et ettt e e et e e e e e snaeeanaeeens 8
THEORETICAL FRAMEWORK ..ot 8
A, Conceptual FrameWOTK .........ccoiieiiiie it 8
R O 01T o =T o o S URTRTRN 8

2. Service QUAlILY .....cc.oiveieee e 10

3. ConSumMPpLiVe BENAVIOT .......c.coiiiiiiiiieieiei e 12

B. Previous RESEAICH .......cooiiiii s 16
C. RESEArch FramMeWOrK.........cccoiiiiiiiisieieie e 25
D. HYPONESIS ...t 26



CHAPTER T 27

RESEARCH METHOD ....c.ooiiiiiiiiece et 27
A, ReSearch TIMEIING. ..o 27
B.  RESEAICH TYPE .t 27
C. Data SOUICH @and TYPE ....eoiueeieiieiiieiieeie ettt sre e 28
D. Sample and POPUIALION...........ccueiiiieiieie e 29
E. Data Collection TECANIQUE........ccveiuiiiiiieieeie e 32
F. Research Scope and Limitation..........c.cccevviiiiieie i 34
G. Operational Variable Definition.........cccccoiviiiiniieiiinieeie e 34
H. Data Analysis TEChNIQUE .....cceeoiiiiieiii e 37

(O 1 e I = Y PSS 43

RESULT AND DISCUSSION......ccoiiiiiiiiieieieee ettt 43
A, RESEAICH OVEIVIEW ..ottt bbb 43
B. Characteristics 0f RESPONUENL...........cooiiiiiiiiiiie e 45
C. ReSLAIrCN RESUILS .....oouiiiieieee e 46
D. DiSCUSSION ANAIYSIS ..o 54

CHAPTER V ottt sttt be bt ens 56

CONCLUSION AND SUGGESTION ..ot 56

REFRENGCES ... ..ottt e e e et e s saae e e nnaee e 58

APPENDIX LIST oottt sttt st 66

Xiv



